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TOM TAT
Marketing truyén miéng c6 anh  huong lon dén hanh vi ciia khdch hang trong tiéu ding
dich vu luu trii. Marketing truyén miéng ciing dong gop nhiéu thanh cong cho cdc khdch
san bang nhiéu cach khac nhau. Internet xudt hién, dic biét la si phé bién ciia mang
xd hoi da tao ra nhiéu co héi cho nha quan ly khach san thyc hién cac chién lioc truyen
thong marketing, trong d6 c6 marketing truyén miéng. Duwa vao két qua nghién ciru dinh
tinh va phéng vin 62 nha quadn Iy khach san trén dia ban Thira Thién Hué, bai béo nay
tap trung mo ta birc tranh ung dung marketing truyén miéng, cdc rao can va ham y

chinh sach dé phat trién marketing truyén miéng trong nganh kinh doanh khdch san &
Thira Thién Hué.
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ABSTRACT

Word of mouth marketing has a great influence on customer’s behavior in hospitality
services. It is also used to improve hotel’s successes in different ways. With the Internet,
especially the social network, hotel managers have many chances to implement
communication strategies, including word of mouth marketing. Based on the result of
qualitative research and 62 hotel manager interviews in Thua Thien Hue, this paper
focuses on describing the application overview, the barriers and policy implications to
develop word of mouth marketing in hotel industry in this province.
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1. Giéi thi¢u

Truyén miéng (WOMl) 13 hinh thirc giao tiép gilta ngudi nay voi nguoi khac (C2C?)
theo cach truc tiép hoac gian tiép bang dién thoai, email, dién dan, blog, mang xa hoi,.. . Thong
qua WOM, thdng tin nhanh chong duoc ‘truyén tai nhau’ trong cong dong. Khi nha marketing
vao cugc, WOM tr¢ thanh marketing truyén miéng (WOMM3) mot cong cu cua hoat dong
truyen thong marketing. Lic nay, WOMM hoat dong theo kiéu B2C2C*, nghia 1a nha marketing
dan dat thong diép truyén thong huéng dén khach hang thong qua con duong ‘lay lan’ trong
cong dong.

Philip Kotler, cha d¢ cua ly thuyét marketing hién dai da phat biéu rang doanh nghiép
c6 thé giam chi phi quang cdo bang cach st dung hiéu qua cic mdi quan hé cong chiing thong

1 Word of Mouth

2 Consumer to Consumer

3 Word of Mouth Marketing

4 Business to Consumer to Consumer



